The Design and Implementation of Mobile Intelligent Customer Service Platform by 傅政
学校编码：10384                              分类号      密级        
学号：X2013230632                                        UDC       
 
 
工 程 硕 士 学 位 论 文 
 
移动智能客服平台的设计与实现 
The Design and Implementation of Mobile Intelligent 
Customer Service Platform 
 
傅政 
指  导  教  师： 林 凡 副 教 授 
专  业  名  称： 软 件 工 程 
论文提交日期： 2016 年 9  月 
论文答辩日期： 2016 年 11 月 
学位授予日期： 2016 年 12 月 
 
 
指  导  教  师： 
答辩委员会主席： 
 




















另外，该学位论文为（                        ）课题（组）
的研究成果，获得（                  ）课题（组）经费或实验室






































（     ）1.经厦门大学保密委员会审查核定的保密学位论文，
于    年  月  日解密，解密后适用上述授权。 






                             声明人（签名）： 































本系统是基于 J2EE 开发框架，应用 Java 编程语言、MyEclipse 10.0 开发工
具和 MySQL 5.0 数据库，设计并实现了智能客服平台系统。该系统主要包括微
信公众号微信端手机绑定、微信智能回复、权限管理、问题树管理、工单处理和
系统参数设置等主要功能。 




























Customer service platform has widely used in today's business activities, through 
good service shape and strengthen the company's public image, and ultimately 
improve marketing performance. Most customer service platform in access 
technology, has a single channel of information exchange (telephone), into various 
forms of multimedia information channels (phone, fax, Email, Web, VoIP, etc.), 
customer service center was no longer simply use the phone to interact with the 
customer, but the telephone, fax, Email, Web, VOIP, messaging and other multimedia 
channels and customers interact. 
Currently, however, most of the customer service platform mainly use call 
interacts, on the phone in the process according to the user to choose to decide human 
services or other services, the user experience cannot be well satisfied. With the rapid 
development of mobile intelligent terminal market, it creates a need to build on 
mobile intelligent terminal for the user experience more humane, intelligent customer 
service platforms. 
The system is based on J2EE development framework, the application of the 
Java programming language, MyEclipse 10.0 development tools and MySQL 5.0 
database design and implementation of intelligent customer service platform. The 
system includes a micro-channel and end user cellphone Free login function, 
micro-channel intelligent reply functions, rights management, problem tree 
management, work order processing functions and system parameter settings and 
other major functions. 
In this dissertation, UML unified modeling language technology, use Visio 2010 
drawing tools to draw a flow chart of the business system, the system of FIG chart and 
system functions with clear user needs and business processes, and to give software 
engineering theory in the waterfall model given the system requirements analysis, the 
















The efficiency of the system has been deployed to run after several debugging 
has achieved the desired design goals, improved in the past only by manual call 
processing model, the full application of current network development trend of rapid 
development, greatly improving the mobile customer service. 
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用于电话营销的呼出型客户服务中心，并在 1967 年正式开始 800 被叫付费业务。
















20 世纪 80 年以后，由于通信设备的普及与计算机技术的快速发展，IVR、


















手段不断引起运营部门的重视。根据 CTI 论坛数据显示(2006) ,截至 2005 年 9 月，
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